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 Abstract 

 

The quick commerce landscape demands innovative customer engagement strategies. 

Artificial Intelligence (AI) has emerged as a key enabler, facilitating personalized 

interactions, streamlined services, and data-driven insights. AI-powered chatbots and virtual 

assistants provide 24/7 support, while machine learning algorithms analyze customer 

behavior and preferences. This enables businesses to offer tailored recommendations, real-

time updates, and seamless experiences. By integrating AI, quick commerce businesses can 

enhance customer satisfaction, loyalty, and retention. This paper explores the potential of AI 

in quick commerce, highlighting benefits, challenges, and future directions. 
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Objectives: 

Primary Objectives 

1. Examine the role of AI in quick commerce: Investigate how AI is being used in quick 

commerce to enhance customer engagement and improve operational efficiency. 

2. Identify the benefits of AI-powered customer engagement  Analyze the benefits of using 

AI to personalize customer interactions, improve customer satisfaction, and drive loyalty. 

3. Explore AI-powered technologies for customer engagement: Investigate AI-powered 

technologies such as chatbots, virtual assistants, and predictive analytics that can be used to 

enhance customer engagement. 

Secondary Objectives 

1. Analyze the challenges of implementing AI in quick commerce: Examine the challenges of 

implementing AI in quick commerce, including data quality issues, regulatory compliance, 

and customer trust. 

2. Evaluate the impact of AI on customer behavior: Investigate how AI-powered customer 

engagement strategies impact customer behavior, including purchasing decisions and loyalty. 

http://www.jetir.org/


© 2025 JETIR December 2025, Volume 12, Issue 12                                              www.jetir.org (ISSN-2349-5162) 

JETIRHF06019 Journal of Emerging Technologies and Innovative Research (JETIR) www.jetir.org 107 
 

3. Develop recommendations for implementing AI-powered customer engagement strategies: 

Provide recommendations for quick commerce businesses to implement AI-powered 

customer engagement strategies effectively. 

Introduction 

The rapid growth of quick commerce has transformed the retail landscape, demanding 

innovative customer engagement strategies. Artificial Intelligence (AI) has emerged as a 

game-changer, enabling personalized interactions, streamlined services, and data-driven 

insights. Revolutionizing Customer Engagement: Leveraging AI in Quick Commerce 

In today’s fast-paced digital landscape, quick commerce (Q-commerce) is transforming the 

retail industry by providing ultra-fast delivery of goods. To stay ahead in this competitive 

market, businesses are increasingly leveraging Artificial Intelligence (AI) to revolutionize 

customer engagement, ensuring seamless, personalized, and efficient shopping experiences. 

AI-driven algorithms analyze vast amounts of customer data, enabling businesses to offer 

hyper-personalized recommendations, predictive demand forecasting, and real-time 

inventory management. Chatbots and virtual assistants powered by Natural Language 

Processing (NLP) enhance customer interactions by providing instant support, resolving 

queries, and streamlining order processes. AI also plays a critical role in optimizing last-mile 

delivery through route optimization and automated logistics, ensuring quicker fulfillment 

while reducing operational costs. 

The Role of AI in Quick Commerce 

Research has shown that AI can enhance customer engagement in quick commerce by 

providing personalized recommendations (Kumar et al., 2020), improving customer service 

through chatbots (Huang et al., 2019), and optimizing logistics and delivery (Wang et al., 

2020). 

AI-Powered Customer Engagement Strategies 

Studies have highlighted the effectiveness of AI-powered customer engagement strategies, 

including: 

1. Personalization: AI-driven personalization can increase customer satisfaction and loyalty 

(Kumar et al., 2020). Primary Objectives of Leveraging AI in Quick Commerce 

Artificial Intelligence (AI) is transforming quick commerce (Q-commerce) by enhancing 

efficiency, personalization, and customer satisfaction. The primary objectives of integrating 

AI in Q-commerce include: 

1. Hyper-Personalization – AI analyzes customer behavior, preferences, and 

purchase history to deliver personalized recommendations. For example, Swiggy 

Instamart and Blinkit use AI-driven suggestions to offer frequently purchased or 

relevant products to users, improving conversion rates. 
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2. Predictive Demand Forecasting – AI helps businesses anticipate demand spikes 

and optimize inventory. Retailers like Amazon Fresh utilize machine learning 

algorithms to predict high-demand products and stock warehouses accordingly, 

minimizing stockouts and overstocking. 

3. Optimized Last-Mile Delivery – AI-powered route optimization reduces 

delivery time and costs. For instance, Zapp uses AI-driven logistics to assign delivery 

routes dynamically, ensuring fast and efficient order fulfillment. 

4. Automated Customer Support – AI chatbots handle customer queries, refunds, 

and complaints in real-time. Companies like JioMart leverage AI-driven chatbots to 

provide instant assistance, reducing human intervention and improving service speed. 

5. Fraud Detection and Security – AI detects fraudulent transactions and suspicious 

activities. Platforms like DoorDash use AI to monitor transactions and prevent 

payment fraud, ensuring a secure shopping experience. 

2. Chatbots: AI-powered chatbots can provide 24/7 customer support, improving customer 

experience (Huang et al., 2019). AI-Powered Chatbots in Quick Commerce 

AI-powered chatbots are revolutionizing customer service in quick commerce (Q-commerce) 

by providing instant support, streamlining transactions, and enhancing user experiences. 

These intelligent virtual assistants leverage Natural Language Processing (NLP) and 

Machine Learning (ML) to engage customers efficiently, reducing response times and 

operational costs. 

1. Instant Customer Support – Chatbots handle FAQs, order tracking, refunds, and 

complaints 24/7. For example, Blinkit’s AI chatbot assists users with delivery updates 

and product inquiries, reducing the need for human intervention. 

2. Seamless Order Placement – Many Q-commerce platforms allow users to place 

orders via chatbots. Domino’s “Dom” chatbot lets customers order pizza through 

Facebook Messenger, voice assistants, and even text messages. 

3. Personalized Recommendations – Chatbots analyze user behavior to suggest 

products. Swiggy’s AI chatbot recommends grocery items based on past purchases, 

making shopping faster and more relevant. 

4. Voice-Activated Assistance – AI chatbots integrated with voice assistants 

enhance convenience. JioMart’s WhatsApp chatbot enables users to browse products 

and place orders using simple text or voice commands. 

5. Fraud Prevention & Verification – Chatbots assist in secure transactions. 

Paytm’s AI chatbot detects suspicious activity and helps users verify payments, 

ensuring safe digital transactions. 

By integrating AI chatbots, Q-commerce platforms boost efficiency, enhance customer 

engagement, and provide a seamless shopping experience. 
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3. Predictive Analytics: AI-driven predictive analytics can help businesses anticipate 

customer needs and preferences (Wang et al., 2020). Predictive Analytics in Quick 

Commerce 

Predictive analytics is transforming quick commerce (Q-commerce) by enabling businesses 

to anticipate customer needs, optimize inventory, and streamline operations. By leveraging 

Artificial Intelligence (AI) and Machine Learning (ML), Q-commerce platforms analyze 

historical data, customer behavior, and market trends to make data-driven decisions in real 

time. 

1. Demand Forecasting – Predictive models analyze past purchase patterns, 

seasonal trends, and external factors (e.g., weather, holidays) to forecast demand. For 

example, Amazon Fresh uses AI to predict grocery demand and stock warehouses 

efficiently, reducing stockouts and overstocking. 

2. Personalized Recommendations – AI-driven analytics assess customer 

preferences and suggest relevant products. Swiggy Instamart and Blinkit use predictive 

algorithms to recommend frequently bought items, improving user experience and 

sales. 

3. Optimized Inventory Management – AI predicts which products will sell faster 

in specific locations. Walmart leverages predictive analytics to optimize inventory 

placement, ensuring faster deliveries while minimizing waste. 

4. Efficient Last-Mile Delivery – AI analyzes traffic, weather, and past delivery 

data to optimize routes. Zapp and Gorillas use predictive models to reduce delivery 

times and enhance efficiency. 

5. Fraud Detection – Predictive analytics identify unusual patterns in transactions. 

Paytm and DoorDash use AI to detect fraudulent activities and prevent financial 

losses. 

By leveraging predictive analytics, Q-commerce businesses enhance customer satisfaction, 

increase operational efficiency, and drive profitability in an ultra-fast delivery ecosystem. 

Challenges and Limitations 

1. Data Quality and Integration: AI requires high-quality and integrated data to function 

effectively (Kumar et al., 2020). Data Quality and Integration in Quick Commerce 

In quick commerce (Q-commerce), maintaining high data quality and seamless integration 

across systems is crucial for efficiency, accuracy, and customer satisfaction. AI-driven 

platforms rely on clean, well-structured data to make real-time decisions, optimize supply 

chains, and enhance user experiences. 

1. Ensuring Data Accuracy – Poor data quality can lead to incorrect demand 

forecasting, inventory mismanagement, and delivery delays. Platforms like Amazon 

Fresh use AI-powered validation techniques to ensure accurate product listings, 

pricing, and stock levels. 

2. Seamless System Integration – Q-commerce businesses integrate multiple data 

sources, including customer preferences, supplier inventories, and logistics networks. 
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Swiggy Instamart and Blinkit synchronize their apps with warehouse management 

systems to ensure real-time stock updates and prevent order cancellations. 

3. Data Consistency Across Channels – AI ensures that data remains uniform 

across websites, mobile apps, and partner platforms. JioMart integrates its digital 

marketplace with WhatsApp and POS systems, ensuring a consistent shopping 

experience. 

4. Real-Time Analytics for Decision-Making – AI-driven integration tools analyze 

data streams in real time. Zapp and Gorillas leverage cloud-based AI models to track 

demand fluctuations and optimize delivery routes. 

5. Fraud Detection and Security – High-quality data helps AI detect anomalies. 

Paytm and DoorDash use integrated fraud detection systems to identify suspicious 

activities. 

By maintaining high data quality and seamless integration, Q-commerce platforms enhance 

efficiency, reduce errors, and deliver a superior customer experience 

2. Customer Trust and Adoption: Some customers may be hesitant to adopt AI-powered 

services, requiring businesses to invest in education and awareness programs (Huang et al., 

2019). 

Building customer trust is essential for the widespread adoption of quick commerce (Q-

commerce). Since Q-commerce promises ultra-fast deliveries, consumers expect reliability, 

security, and transparency. AI-driven solutions help enhance trust by ensuring seamless 

experiences, secure transactions, and personalized interactions. 

1. Reliable and Timely Deliveries – Consistency in fast delivery fosters trust. 

Platforms like Blinkit and Zepto use AI-powered logistics to optimize routes and 

minimize delays, ensuring customers receive their orders on time. 

2. Secure Transactions and Fraud Prevention – Trust grows when customers feel 

their payments are safe. Paytm and DoorDash leverage AI-driven fraud detection to 

monitor transactions, preventing unauthorized activities and ensuring secure payments. 

3. Transparent Communication – Customers value real-time updates on orders. 

Swiggy Instamart and Amazon Fresh use AI chatbots and notifications to provide 

accurate ETAs, stock availability, and order tracking. 

4. Personalization and Customer Engagement – AI-driven recommendations 

enhance the shopping experience. JioMart and Walmart personalize offers based on 

purchase history, increasing customer satisfaction and loyalty. 

5. Customer Support and Dispute Resolution – AI chatbots resolve issues instantly, 

reinforcing trust. Zapp’s AI assistant handles refunds and complaints efficiently, 

reducing frustration and improving retention. 

By leveraging AI for reliability, security, and engagement, Q-commerce businesses can drive 

customer trust, leading to higher adoption and long-term loyalty. 

 

3. Regulatory Compliance: Businesses must ensure that their AI-powered services comply 

with relevant regulations and laws (Wang et al., 2020). Regulatory compliance is critical for 

quick commerce (Q-commerce) businesses to operate legally, protect consumer rights, and 
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maintain trust. AI-driven solutions help companies navigate complex regulations, ensuring 

adherence to data privacy laws, taxation policies, and operational standards. 

1. Data Privacy and Security Compliance – Q-commerce platforms must comply 

with regulations like GDPR (Europe) and CCPA (California) to protect customer data. 

AI-driven security systems help platforms like Amazon Fresh and Swiggy Instamart 

encrypt personal information, prevent data breaches, and manage user consent. 

2. Consumer Protection and Fair Pricing – Governments regulate fair pricing and 

misleading advertisements. AI-powered monitoring tools help Blinkit and JioMart 

detect pricing errors, prevent price gouging, and ensure transparent product listings. 

3. Taxation and E-Invoicing – AI automates tax calculations and ensures 

compliance with GST, VAT, and other local tax laws. Paytm and DoorDash use AI-

driven billing systems to generate accurate e-invoices, reducing manual errors and tax 

fraud risks. 

4. Food and Safety Regulations – Platforms dealing with perishable goods, like 

Zepto and Walmart, use AI to monitor product quality, shelf life, and temperature 

compliance per FSSAI (India) and FDA (US) guidelines. 

5. Labor and Employment Laws – AI-driven workforce management tools help 

companies comply with labor laws regarding fair wages and work hours, ensuring 

ethical treatment of delivery partners. 

By integrating AI for compliance, Q-commerce businesses mitigate risks, avoid legal 

penalties, and foster consumer trust. 

Conclusion 

The literature highlights the potential of AI to revolutionize customer engagement in quick 

commerce. However, businesses must address the challenges and limitations associated with 

AI adoption. By leveraging AI effectively, quick commerce businesses can enhance customer 

satisfaction, loyalty, and retention. Artificial Intelligence (AI) is revolutionizing customer 

engagement in quick commerce (Q-commerce) by enhancing personalization, streamlining 

operations, and improving customer trust. By leveraging AI-driven predictive analytics, 

chatbots, and real-time data processing, Q-commerce platforms can anticipate customer 

needs, provide instant support, and optimize last-mile deliveries. These innovations not only 

enhance efficiency but also create seamless and engaging shopping experiences. 

Moreover, AI plays a crucial role in ensuring regulatory compliance, fraud prevention, and 

data security, further strengthening consumer trust and adoption. Companies like Amazon 

Fresh, Swiggy Instamart, Blinkit, and JioMart have successfully integrated AI to personalize 

recommendations, automate customer interactions, and optimize logistics, setting new 

benchmarks for speed and convenience. 

As AI continues to evolve, its role in Q-commerce will expand, making instant gratification a 

reality while fostering brand loyalty. Businesses that embrace AI-driven engagement 

strategies will remain competitive, delivering superior service in an increasingly fast-paced 

digital economy. Ultimately, AI is not just transforming Q-commerce—it is shaping the 

future of retail by making shopping smarter, faster, and more customer-centric. 
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